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ABSTRACT

THE IMPACT OF TOTAL QUALITY MANAGEMENT ON CUSTOMER SATISFACTION IN TELECOMINACTION

INDUSTRY IN SOMALIA

It’s widely believed that implementing of Total Quality Management is increasing customer

satisfaction, according to Literature Total Quality Management refers to an integrated

management philosophy and set of practices aimed at continuously improving

organizational by quality in all business process, reducing errors and increasing customer

satisfaction. Methodology was employed a qualitative method interview was transmitted

to the clients both individuals and organization that are subscribed somnet Telecom

services. The clients are selected randomly simple random sampling technique in Somalia.

The interview completed by 15 clients out of Total Sample 15 clients the interview will be

designed to structured, ensuring, clarity and ease of response for the participants.

The main factors such as quality of service, citing good coverage, fast date speed and

reliable comments as the main reasons for their satisfaction.

The overarching finding from the interview was that the majority of Somnet customers are

satisfied with the company's services. When asked to rate their overall satisfaction levels,

participants consistently cited the quality of Somnet's network as the top driver of their

positive experience. Fast data speeds, reliable connectivity, and good coverage were

directly correlated with high satisfaction scores. This underscores the critical importance of

network performance in the telecommunications industry. The customer satisfaction

interview provided invaluable customer perspectives on Somnet's strengths and

weaknesses. While the company excels in core service delivery, minor weaknesses prevent

complete satisfaction

Keywords: Total Quality Management, customer satisfaction, organizational performance and

quality of service

Date: 01/03/2024
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ÖZET
SOMALİ TELEKOMÜNİKASYON SEKTÖRÜNDE TOPLAM KALİTE YÖNETİMİNİN MÜŞTERİMEMNUNİYETİ ÜZERİNDEKİ

ETKİSİ

Toplam Kalite Yönetiminin uygulanmasının müşteri memnuniyetini arttırdığına yaygın olarak

inanılmaktadır. Literatüre göre Toplam Kalite Yönetimi, organizasyonun tüm iş süreçlerinde kaliteye göre

sürekli olarak iyileştirilmesini, hataların azaltılmasını ve müşteri memnuniyetinin artırılmasını amaçlayan

entegre bir yönetim felsefesi ve uygulamalar bütününü ifade eder. Metodoloji kullanılarak, Somnet

Telekom hizmetlerine abone olan hem bireylere hem de kuruluşlara nitel bir yöntemle görüşme

aktarılmıştır. Müşteriler Somali'de basit rastgele örnekleme tekniği ile rastgele seçilmiştir. Toplam Örnek

15 müşteriden 15 müşteri tarafından tamamlanan görüşme, görüşme, katılımcılar için yapılandırılmış,

garantili, net ve yanıt kolaylığı sağlayacak şekilde tasarlanacaktır.

Hizmet kalitesi, iyi kapsama alanı, hızlı randevu hızı ve güvenilir yorumlar gibi temel faktörler

memnuniyetlerinin ana nedenleri olarak karşımıza çıkıyor.

Röportajdan elde edilen genel bulgu, Somnet müşterilerinin çoğunluğunun şirketin hizmetlerinden

memnun olduğuydu. Genel memnuniyet düzeylerini derecelendirmeleri istendiğinde, katılımcılar sürekli

olarak Somnet ağının kalitesini olumlu deneyimlerinin en büyük etkeni olarak gösterdiler. Yüksek veri

hızları, güvenilir bağlantı ve iyi kapsama alanı, yüksek memnuniyet puanlarıyla doğrudan ilişkiliydi. Bu,

telekomünikasyon sektöründe ağ performansının kritik önemini vurgulamaktadır. Müşteri memnuniyeti

görüşmesi, Somnet'in güçlü ve zayıf yönlerine ilişkin çok değerli müşteri bakış açıları sağladı. Şirket

temel hizmet sunumunda başarılı olsa da, küçük zayıflıklar tam memnuniyeti engellemektedir.

Anahtar Kelimeler: Toplam Kalite Yönetimi, müşteri memnuniyeti, organizasyonel performans ve hizmet

kalitesi

Date: 01/03/2024
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ABBREVIATIONS

QS : Quality Service

PM : Performance Management

CS : Customer Satisfaction

TQM : Total Quality Management

OP : Organizational Performance
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CHAPTER ONE
INTRODUCTION

Overview

Total quality management (TQM) is a management approach that originated in the 1950s

and has gradually become adopted in various organizations across different industries

globally as a means of improving customer satisfaction and organizational performance. The

core principles of TQM focus on continually improving processes, reducing errors, fostering

collaboration, and meeting or exceeding customer expectations. As the telecommunication

industry in Somalia continues developing and modernizing its infrastructure and service

offerings, implementing a customer-focused approach centered on quality like TQM could

help telecom companies better serve their customers and build customer loyalty.

This study aims to examine the potential impact of adopting a total quality management

framework and its associated techniques on customer satisfaction levels within the

telecommunication industry in Somalia, using Somnet Telecommunication as a case study.

Specifically, the objectives of this research are:

1. To understand the principles and core elements of total quality management.

2. To analyze the telecommunication industry and market in Somalia with a focus on

Somnet Telecommunication.

3. To evaluate customer satisfaction levels and perceptions of service quality currently

among Somnet customers.

4. To identify opportunities and gaps where TQM practices could help improve

customer satisfaction for Somnet.

5. To recommend ways for Somnet to implement total quality management to enhance

customer satisfaction.

This introductory chapter provides background information relevant to the topic. It first

presents an overview of the telecommunication industry and key player Somnet

Telecommunication in Somalia. Next, it discusses the historical development and

applications of total quality management globally and within the region as it pertains to

customer satisfaction. It then outlines apparent gaps identified from the literature where

1



implementing TQM could benefit Somnet customers. The chapter concludes by presenting

an outline of the overall study.

1.1 Telecommunication Industry in Somalia
The telecommunication industry in Somalia has experienced significant growth over the past

decade, with the number of mobile phone subscriptions increasing from less than 50,000 in

2000 to over 7 million by 2020, representing a penetration rate of about 40% (World Bank,

2021). This growth has been driven by the emergence of private telecom operators, who

have invested in building networks across the country. Major players in the market include

Hormuud, Nationlink, Golis, and Somnet Telecommunication.

Prior to the civil war, telecommunication services in Somalia were state-run, and the

infrastructure was seriously damaged during the conflict (Mahmud, 2017). However, in the

early 2000s, the private sector began to play a larger role in the industry, with the

establishment of new telecom companies. These companies have invested heavily in

building networks and expanding coverage, leading to a significant increase in mobile phone

subscriptions and internet penetration.

One of the major factors driving the growth of the telecommunication industry in Somalia

has been the increasing demand for mobile money transfer services. Mobile money transfer

apps, such as EVCPLUS and JEEB, have become extremely popular in the country, as they

allow people to easily transfer money and make payments using their mobile phones

(Mahmud, 2017). This has led to an increase in the number of mobile phone subscriptions,

as people seek to access these services.

Another factor contributing to the growth of the telecommunication industry in Somalia has

been the expansion of 3G/LTE coverage and the improvement of quality of services offered.

Private telecom operators have invested in building networks that offer 3G/LTE coverage,

prepaid and postpaid mobile plans, home broadband, landline phones, and mobile money

transfer apps (Mahmud, 2017). This has led to a significant improvement in the quality of

services offered, making it easier for people to communicate and access information.

Despite the growth of the telecommunication industry in Somalia, there are still significant

challenges facing the sector. One of the major challenges is the lack of reliable

telecommunications infrastructure in rural areas. Many rural areas still lack access to reliable
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telephone and internet services, making it difficult for people to communicate and access

information (World Bank, 2021).

Another challenge facing the telecommunication industry in Somalia is the high cost of

internet and mobile phone services. The cost of mobile phone services and internet access is

still relatively high in the country, making it difficult for many people to afford these services

(Mahmud, 2017). This has limited the ability of many people, particularly those in

low-income households, to access these services.

In addition to these challenges, the telecommunication industry in Somalia also faces

challenges related to security and political instability. The country has experienced ongoing

conflict and political instability, which has made it difficult for telecom companies to operate

and invest in infrastructure (Mahmud, 2017). This has limited the ability of the industry to

grow and expand, particularly in areas affected by conflict.

Despite these challenges, the telecommunication industry in Somalia is expected to continue

growing in the coming years. The government has launched initiatives aimed at improving

the business environment and attracting investment in the sector (World Bank, 2021).

Additionally, the increasing demand for mobile money transfer services and the expansion of

3G/LTE coverage are expected to continue driving the growth of the industry.

In conclusion, the telecommunication industry in Somalia has grown significantly over the

past decade, driven by the emergence of private telecom operators and the increasing

demand for mobile money transfer services. Despite the challenges facing the sector, the

industry is expected to continue growing in the coming years, with the government

launching initiatives aimed at improving the business environment and attracting investment

in the sector.

1.2 Overview of Somnet Telecommunication
Somnet Telecommunication is a private telecommunications operator in Somalia that was

established in 1998. Within a decade, it emerged as the second largest company by number

of subscribers, providing nationwide fixed and mobile voice and data services, including

3G/4G coverage (Somnet, 2022). Somnet operates its own independent network

infrastructure and serves both residential and business customers across urban centers in
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Somalia, including Mogadishu, Kismayo, and Beledweyne, with prepaid and postpaid mobile

plans as well as home broadband packages.

Somnet has made significant investments in expanding and modernizing its network

infrastructure, building new towers and upgrading existing infrastructure. This has helped

extend mobile coverage and internet access to reach more areas of the population over the

years (Mahmud, 2017). As of 2022, Somnet claims to have over 2 million active mobile

subscribers.

Despite its success, Somnet, like its competitors, faces many logistical and security

challenges in fully serving rural communities with reliable connectivity. Maintaining

high-quality telecom services also presents ongoing operational difficulties due to factors

like power outages, vandalism risks, and competing demands from a growing customer base

(Mahmud, 2017).

Somnet's growth and success are attributed to its focus on providing affordable and

accessible telecommunication services to the Somali population. The company's prepaid and

postpaid mobile plans are designed to meet the needs of different customer segments,

including low-income households and businesses (Somnet, 2022). Additionally, Somnet's

investment in modernizing its network infrastructure has helped improve the quality of its

services and increase its customer base.

Somnet's commitment to providing reliable and affordable telecommunication services has

contributed to the development of Somalia's telecommunication sector. The company's

investment in expanding its network infrastructure has helped increase mobile coverage and

internet access, bridging the digital divide and enabling more people to access information

and communication technology (ICT) services (World Bank, 2021).

However, Somnet, like other telecommunication operators in Somalia, faces significant

challenges in providing reliable and affordable services to rural communities. The country's

fragile security situation, lack of infrastructure, and limited access to electricity pose

significant challenges to the expansion of telecommunication services in rural areas (World

Bank, 2021).
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To overcome these challenges, Somnet has adopted various strategies, including

partnerships with local communities, investment in renewable energy sources, and the use

of innovative

Technologies like mobile money transfer services (Somnet, 2022). The company has also

launched initiatives to improve its network coverage and quality, including the deployment

of 4G technology and the expansion of its fiber optic network (Somnet, 2022).

In conclusion, Somnet Telecommunication is a leading private telecommunications operator

in Somalia that has made significant contributions to the development of the country's

telecommunication sector. Despite the challenges it faces, the company remains committed

to providing affordable and accessible telecommunication services to the Somali population,

and continues to invest in modernizing its network infrastructure and expanding its

coverage. With the right strategies and investments, Somnet is poised to continue its growth

and success in the coming years.

1.3 Historical Background of TQM on Customer Satisfaction
The concept of total quality management (TQM) has a rich history that can be traced back to

the early 20th century. Quality leaders such as Walter Shewhart, W. Edwards Deming, Joseph

Juran, Philip Crosby, Kaoru Ishikawa, and others played a significant role in shaping the

principles and practices of TQM. Their work laid the foundation for the development of TQM

as a mainstream business strategy and philosophy adopted across many industries globally.

One of the most influential quality leaders of the 20th century was W. Edwards Deming, a

renowned American engineer, statistician, and management consultant. Deming's work in

Japan in the 1950s and 1960s had a profound impact on the country's manufacturing

industry. His 14 points for quality management, which emphasized continuous

improvement, customer focus, and employee involvement, became a cornerstone of Japan's

quality revolution (Deming, 1986).

Japanese automakers like Toyota adopted Deming's principles and integrated them into their

production techniques. The focus on continuous improvement, statistical process control,

empowering employees, and satisfying customer needs helped Japanese companies gain a

reputation for quality and customer satisfaction (Evans & Lindsay, 2014). The success of

Japanese companies in integrating TQM gradually received attention outside their domestic
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market in the 1970s and 1980s. Consultants and WE managers began studying Japanese

quality methods and adapting them to Western organizations.

In the 1990s, TQM evolved into a mainstream business strategy and philosophy adopted

across many industries globally. Major Western corporations started implementing TQM

frameworks and reaping the quality, productivity, customer loyalty, and financial benefits

witnessed in Japan (Dale et al., 2007). The TQM movement gained momentum, and

organizations worldwide began to recognize the importance of quality management in

achieving business success.

In the African region, while the earliest structured quality efforts were seen in South Africa

and Egypt as early as the 1980s, wider adoption of TQM approaches generally lagged behind

other parts of the world (Oakland, 2015). However, some industries did start piloting and

mainstreaming quality practices during this period specially manufacturing, with notable

examples including automotive and pharmaceutical companies setting up operations on the

continent.

More recently, in the 2000s and 2010s, there has been a growing appreciation in Africa of

the customer-centric benefits and organizational impact that quality techniques can deliver.

Various organizations across sectors have begun voluntarily implementing strategies and

associated tools like ISO 9001 standards, process improvement projects, supplier partnership

programs, and customer feedback interview to enhance their delivery of products and

services (El-Khorazaty, 2016).

In Somalia, the telecommunication industry has limited information available about past

initiatives to intentionally manage service quality from a customer value perspective using

approaches like total quality management. As a relatively new and privately-run sector

actively working to rebuild infrastructure damaged by conflict, telecom companies have

predominantly focused on network expansion and basic service provision. However, with

subscriber numbers rising rapidly and competition intensifying, satisfying customers through

better quality is becoming a strategic priority? Regional mobile operators also setting up

business in Somalia could introduce new quality standards and expectations that domestic

competitors must keep up with to retain their customer base.
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In conclusion, the evolution of total quality management has had a profound impact on

businesses globally. From its early beginnings in the 20th century to its current status as a

mainstream business strategy, TQM has helped organizations achieve success through

customer focus, continuous improvement, and employee involvement. As the

telecommunication industry in Somalia continues to grow and mature, adopting TQM

Principles and practices could help companies differentiate themselves in a competitive

market and deliver exceptional service to their customers.

1.3.1 Gaps in Historical Background
The telecommunication industry in Somalia has experienced tremendous growth over the

past decade as mobile networks have expanded across the country. Major operators include

Hormuud Telecom, Somnet, Somtel, and Golis Telecom, with Hormuud being the dominant

player with over 60% market share (GSMA, 2020). However, past research has identified

several gaps in the application of quality management practices by these companies to

enhance customer experience and satisfaction levels. This paper seeks to further explore

these gaps through an in-depth literature review and case study analysis of Somnet

Telecommunication to understand how systematically implementing total quality

management (TQM) principles could benefit the sector.

1.3.1.1 Lack of Documented Quality Improvement Programs
Available literature indicates a lack of documented intentional quality improvement

programs or frameworks like TQM implemented by Somali telecom providers with a specific

focus on enhancing customer satisfaction (Abdullahi & Yusuf, 2016; Jamal, 2022). Quality

practices do not seem to have been systematically applied from a customer

experience-oriented perspective. Telecom operators have primarily focused on network

expansion into new regions rather than upgrading service quality for existing customers

(Warsame, 2018). This points to a need to structure quality enhancement as a strategic

priority through adopting frameworks such as TQM which emphasize continuous

improvement, customer focus, data-driven decision making, and cross-functional teamwork

(Oakland, 2014).

1.3.1.2 Absence of Customer Satisfaction Studies
There is also an absence of studies analyzing customer perceptions of service quality aspects

offered by major Somali telecom operators. Important dimensions like network coverage,
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customer support responsiveness, billing accuracy, and value for money that impact

satisfaction levels have not been sufficiently researched (Abdullahi & Yusuf, 2016). Such

insights are critical to understand current pain points requiring attention from a customer

experience standpoint. Operator-led customer satisfaction interview using standardized

measurement tools could help benchmark service quality, track improvement trends over

time, and prioritize areas of enhancement (Javadi et al., 2020).

1.3.1.3 Limited Knowledge Transfer from Foreign Investors
Research also shows limited data on how overseas telecom multinationals expanding into

Somalia through partnerships may be transferring quality techniques and setting higher

service delivery standards by applying global best practices locally (Warsame, 2018). For

example, operators like Hormuud and Somtel that have partnerships with Etisalat and

Telenor respectively could analyze how their foreign investor-parents achieve excellence in

customer experience in other markets to replicate such approaches in Somalia (Mohamed,

2022). Knowledge transfers in areas of TQM implementation, customer relationship

management systems and operational efficiency gains deserve further exploration.

1.3.1.4 Need for Case Studies on Quality Management Benefits
There is also scant research examining whether implementing structured quality

management strategies could help local telecom companies further develop their networks,

streamline operations through techniques like lean management, boost customer retention

rates, gain market share from competitors, and grow their business over the long run

(Abdullahi & Yusuf, 2016). In-depth case studies of individual operators are needed to

qualitatively and qualitatively analyze any improvements in customer satisfaction levels from

systematically applying principles of TQM, starting with a detailed examination of Somnet

Telecommunication.

1.4 Problem Statement
As Somalia has been rebuilding its infrastructure following years of conflict, the country's

telecommunications industry has undergone fast growth and expansion over the past

decade (Abdinur, 2021). However, considerable obstacles still exist in meeting the

expectations of customers and providing service that is both consistent and of a high quality.
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According to the findings of previously conducted study, Somalia's telecommunications firms

trail behind international norms in a variety of categories, including but not limited to

network coverage, customer assistance, invoicing accuracy, and timeliness of resolution of

technical issues (Hersi, 2023). Maintaining high levels of customer satisfaction has become

increasingly important for retaining existing customers and recruiting new subscribers as a

result of the fierce competition that exists in the market.

It's possible that a more holistic strategy is what's needed to systematically address service

quality issues across all clients touch points, even as telecom operators want to improve

their operations by expanding their networks and introducing new product offers. According

to Mohamud (2022), Total Quality Management (TQM) is a corporate philosophy that places

an emphasis on meeting and exceeding the requirements of customers through the

implementation of continuous process improvement and the empowerment of workers.

When it is done right, Total Quality Management helps a business build a quality culture

while also improving its performance, competitiveness, and profitability. However, there has

been insufficient research conducted on the implementation of TQM concepts in the Somali

telecom industry. By gaining an understanding of its possible impacts, operators may be able

to gain insights that could help them build strategies that are more customer-centric and

increase their position in the market.

1.5 Research Objectives
❖ To examine the current state of service quality practices across various customer

touch points in Somnet telecommunication in Mogadishu.

❖ To assess the impact of implementing Total Quality Management principles on

customer satisfaction levels in the Somnet telecom industry in Mogadishu.

1.6 Research Questions
❖ What is the current state of service quality practices across various customer touch

points in Somnet telecommunication in Mogadishu?

❖ To what extent do Total Quality Management principles have an impact on customer

satisfaction levels in the Somnet telecom industry in Mogadishu?
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1.7 Significance of the Study
The study on the impacts of Total Quality Management (TQM) on customer satisfaction in

the telecommunication industry in Somalia, with a case study of Somnet Telecom, is

significant for several reasons:

✔ Improved customer satisfaction: The study aims to investigate the impact of TQM

practices on customer satisfaction levels in the telecommunication industry in

Somalia. By identifying areas for improvement, Somnet Telecom can enhance

customer satisfaction, leading to increased loyalty, retention, and positive

word-of-mouth referrals.

✔ Competitive advantage: In a highly competitive market, TQM can help Somnet

Telecom differentiate itself from competitors by providing exceptional customer

service, resulting in increased market share and revenue growth.

✔ Cost reduction: TQM focuses on eliminating waste, reducing errors, and optimizing

processes. By implementing TQM practices, Somnet Telecom can reduce costs

associated with correcting mistakes, rework, and customer complaints, leading to

increased profitability.

✔ Process improvement: The study will identify areas for process improvement,

enabling Somnet Telecom to streamline its operations, reduce inefficiencies, and

enhance overall performance.

✔ Employee engagement: TQM involves empowering employees to take ownership of

their work and encouraging them to contribute to continuous improvement. The

study may reveal opportunities to improve employee engagement, leading to

increased job satisfaction, motivation, and productivity.

✔ Organizational learning: The case study will provide valuable insights into the

challenges and successes of implementing TQM practices in the telecommunication

industry in Somalia. The findings can serve as a benchmark for other organizations in

the industry, promoting knowledge sharing and organizational learning.

✔ Academic contribution: The study will contribute to the existing body of literature on

TQM and customer satisfaction, providing new insights and perspectives on the

application of TQM principles in the telecommunication industry in a developing

country context.
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✔ Practical implications: The study's findings and recommendations will have practical

implications for Somnet Telecom and other telecommunication companies in

Somalia, guiding them in their quest to improve customer satisfaction and overall

performance.

In summary, the study on the impacts of TQM on customer satisfaction in the

telecommunication industry in Somalia, with a case study of Somnet Telecom, is significant

because it has the potential to improve customer satisfaction, give the company a

competitive advantage, reduce costs, improve processes, engage employees, promote

organizational learning, contribute to academic knowledge, and provide practical

implications for the industry.

1.8 Scope of the Study
This research will be conducted within the scope of major telecommunication companies

operating in Mogadishu, Somalia. The study timeframe is from January 2023 to January

2024. qualitative will be gathered from customers through interview will be used to assess

the impacts of TQM on customer satisfaction in the telecommunication industry in Somalia,

The study aims to yield practically applicable findings while accounting for contextual

constraints faced by Somali telecom firms.

11



CHAPTER TWO
LITERATURE REVIEW

2.1 Concept of Total Quality Management (TQM)
Before understanding the relationship between TQM and customer satisfaction, it is

important to define the fundamental concept of TQM. Total Quality Management refers to

an integrated management philosophy and set of practices aimed at continuously improving

organizational performance by focusing on quality in all business processes (Ramasubbu,

2004). The core principles of TQM are listed below:

⌦ Customer focus: Understanding current and future customer needs to deliver value.

Meet or exceed their expectations through high quality products and services

⌦ Continuous improvement: Constantly evaluate processes and seek innovations to

reduce waste and errors while improving productivity and effectiveness.

⌦ Employee involvement: Engage and empower all employees at every level to

participate in quality improvement initiatives. Their knowledge and commitment is

critical for success.

⌦ Fact-based decision making: Make decisions based on facts, data and analysis rather

than assumptions. Regularly measure, analyze and review key performance

indicators.

⌦ Teamwork: Work together across departments and functions with a shared vision of

quality excellence. Collaborate to achieve organizational goals.

⌦ Top management commitment and leadership: Senior leaders should drive the

quality culture and commit necessary resources. They lead by example.

⌦ Supplier partnership: Collaborate closely with suppliers and involve them in quality

plans. Together achieve higher performance standards.

The key dimensions of a successful TQM implementation include leadership, strategic

planning, process management, employee management, customer focus and information

and analysis. When effectively institutionalized throughout an organization, TQM helps

achieve consistent high quality, efficiency and customer satisfaction.
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2.1.1 Benefits of Total Quality Management (TQM)
Total Quality Management (TQM) is a business philosophy that aims to improve the quality

of products or services by involving all employees in identifying and solving problems. It is

based on the idea that quality is everyone's responsibility and that continuous improvement

is essential for long-term success. TQM has been widely adopted by organizations across

different industries, and its benefits have been well-documented in the literature. In this

literature review, we will examine the benefits of TQM and its impact on customer

satisfaction in the telecommunication industry.

Improved Product Quality: TQM focuses on delivering high-quality products and services by

continuously improving processes and eliminating defects. According to Deming (1982),

"Quality is free, but only if you are willing to pay for it." TQM helps organizations to identify

and eliminate defects early in the production process, reducing the likelihood of defects

reaching the end customer.

Cost Savings: TQM helps organizations to reduce costs by eliminating waste and improving

efficiency. According to Shewhart (1924), "Eliminate the major causes of variance and the

minor causes will take care of themselves." By focusing on the root causes of defects and

inefficiencies, TQM enables organizations to identify and eliminate wasteful practices,

resulting in cost savings.

Increased Customer Satisfaction: TQM focuses on meeting customer needs and exceeding

their expectations. According to Kotter (1996), "Companies that excel at TQM are those that

have created a culture that values and rewards people for thinking about and working on

continuous improvement." By focusing on customer needs and feedback, TQM enables

organizations to develop products and services that meet customer requirements, leading to

increased customer satisfaction.

Improved Employee Morale: TQM involves all employees in the improvement process,

empowering them to take ownership of their work and contribute to the organization's

success. According to Senge (1990), "People are the primary source of innovation and

improvement in any organization." By involving employees in the improvement process,

TQM enhances employee morale and motivation, leading to increased productivity and job

satisfaction.
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Better Decision Making: TQM encourages organizations to make data-driven decisions

based on facts and evidence. According to Juran (1988), "The goal of quality management is

to build a culture that is committed to continuous improvement." By using data and statistics

to inform decision making, TQM enables organizations to make better decisions that drive

continuous improvement.

2.1.2 Impact of Total Quality Management (TQM) on Customer Satisfaction in

Telecommunication Industry
The telecommunication industry is highly competitive, and customer satisfaction is critical to

the success of any telecommunication service provider. TQM can help telecommunication

service providers to improve customer satisfaction by focusing on meeting customer needs

and exceeding their expectations.

Improved Network Performance: TQM can help telecommunication service providers to

improve network performance by continuously monitoring and optimizing network

operations. According to Parasuraman et al. (1985), "Service quality is a critical factor in

customer satisfaction and loyalty." By focusing on network performance, TQM can help

telecommunication service providers to improve customer satisfaction by providing faster

and more reliable communication services.

Enhanced Customer Experience: TQM can help telecommunication service providers to

enhance customer experience by focusing on customer needs and preferences. According to

Davis (1994), "Customer satisfaction is the single most important determinant of whether a

customer will remain loyal to a company." By focusing on customer experience, TQM can

help telecommunication service providers to improve customer satisfaction by providing

personalized and convenient communication services.

Increased Customer Retention: TQM can help telecommunication service providers to

increase customer retention by focusing on customer needs and preferences. According to

Bawa, Goyal, and Sharma (2017), "Customer satisfaction is a key driver of customer

retention." By focusing on customer needs and preferences, TQM can help

telecommunication service providers to improve customer satisfaction, leading to increased

customer retention. Total Quality Management (TQM) is a business philosophy that aims to

improve the quality of products or services by involving all employees in identifying and
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solving problems. TQM has been widely adopted by organizations across different industries,

and its benefits have been well-documented in the literature. In the telecommunication

industry, TQM can help organizations to improve customer satisfaction by focusing on

meeting customer needs and exceeding their expectations. By using TQM,

telecommunication service providers can improve network performance, enhance customer

experience, and increase customer retention.

2.1.3 Methods of implementation of Total Quality Management (TQM)
Total Quality Management (TQM) provides a proven framework for telecommunication

companies to institutionalize a culture of quality. This literature review aims to examine

various methods organizations have utilized to implement the principles of TQM based on

past scholarly works. The review synthesizes peer-reviewed research related to how

leadership commitment, communication, training, process improvement, and performance

measurement have been leveraged to successfully establish TQM within telecom firms.

Leadership Methods

Strong leadership Buy-in is critical for TQM success. Mishra et al. (2009) detailed how NTT

DoCoMo's CEO spearheaded quality initiatives. Asif et al. (2013) recommended

quality-centric short and long-term planning by executives. Lapré and Tsikriktsis (2006) also

emphasized high-level ownership. These studies advise mobilizing senior support through

regular quality communications, policy setting, and oversight of progress.

Communication Methods

Transparent dissemination of TQM information cultivates shared understanding and

participation. Das et al. (2000) described monthly quality newsletters and team briefings at a

mobile provider. At BT, Anderson et al. (1994) observed cross-functional teams and staff

forums facilitated exchange. Web-based reporting portals additionally engaged remote

workers per Kaynak (2003). Consistent two-way communication keeps stakeholders

informed and motivated.

Training Methods

Skill-building equips employees for quality-driven roles. Hellsten and Klefsjö (2000)

advocated technical and soft skills coaching. Internal training programs were highlighted by
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Mishra et al. (2009) and Kaynak (2003) focusing on problem-solving, standard work practices

and data analytics. Off-site courses on quality management principles supplemented

on-the-job learning as well per Evans and Lindsay (2008). Comprehensive training

empowered contribution at all levels.

Process Improvement Methods

Process analysis exposes inefficient areas. Das et al. (2000) depicted value stream mapping

workshops with suppliers. Anderson et al. (1994) observed value analysis studies examining

process performance. Once gaps surface, piloting solutions aids refinement before

deployment per Dale (2003). Digital workflow platforms additionally streamlined processes

and metrics as indicated by Kaynak (2003). Continuous improvement thrives with systematic

examination and testing.

Performance Measurement Methods

Objectives, metrics and reviews gauge TQM maturation. Dashboards reviewed variances as

reported by Kaynak (2003) while Mishra et al. (2009) automated testing to benchmark

quality parameters. Individual scorecards drove accountability described by Dale (2003). Asif

et al. (2013) suggested annual assessments and benchmarking versus competitors.

Measurement substantiates priorities, recognizes accomplishments and pinpoints where to

focus ahead.

This literature review summarized effective methods applied within telecom business to

implement TQM according to past research. Leadership commitment, multi-directional

communication, training programs, process improvement projects and performance tracking

have all supported institutionalizing an enduring quality culture. Future work should

continue evaluating additional examples that can guide telecommunication firms in

operationalizing comprehensive quality management systems.

2.2 Concept of Customer Satisfaction
Customer satisfaction refers to how products and services supplied by a company meet or

surpass customer expectation and deliver pleasing purchasing experience. Satisfied

customers are valuable assets as they tend to remain loyal customers, spend more, and
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provide positive word of mouth publicity (Kotler, 2000). Several factors influence customer

satisfaction levels in the telecommunication industry. The major ones include:

🗹 Service quality: Reliability, responsiveness, assurance and empathy in service

delivery have a big impact. Minimal call drops, fast issue resolution affect

satisfaction.

🗹 Price and value perception: Customers assess if price matches the value, quality and

benefits received from a plan or product.

🗹 Network coverage and speed: Adequate and consistent coverage across locations

along with fast data speeds improves satisfaction.

🗹 Innovations and product variety: New product and service introductions meeting

evolving customer needs drive satisfaction.

🗹 Customer service: Overall interaction experience with call centers, Agents, shops,

responsiveness, solving complaints affect satisfaction.

🗹 Brand image and reputation: A reputed brand with a trustworthy image enhances

customer confidence and satisfaction levels.

🗹 Transaction experience: Frictionless and seamless purchases,

registrations, payments and other touch point’s impact satisfaction.

Customer expectation is a moving target that keeps rising due to global competition and

digital disruptions. Companies must continuously enhance quality across all dimensions

through robust feedback mechanisms to retain existing and earn new customers.

Popular models of customer satisfaction include the American Customer Satisfaction Index

model, Net Promoter Score, Expectation-Disconfirmation Theory and Engagement-Loyalty

Linkage Theory. They emphasize that exceeding or meeting customers' pre-purchase

expectations through quality products, competitive pricing and seamless experience drives

repeat purchases and loyalty.

2.2.1 Theoretical Frameworks for Customer Satisfaction

2.2.1.1 Expectancy-Disconfirmation Theory
One of the earliest and most widely cited models is the expectancy-disconfirmation theory

proposed by Oliver (1980). It posits that satisfaction results from comparing pre-purchase

expectations to actual performance. Confirmation leads to higher satisfaction, while
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negative disconfirmation causes dissatisfaction. Additional theories have since built on this,

such as the assimilation-contrast theory (Anderson, 1973) which accounts for subjective

interpretations in comparative judgments. SERVQUAL (Parasuraman et al., 1988) introduced

the gap model relating perceived service quality to satisfaction. Later, Cronin and Taylor

(1992) found service quality does not fully mediate the expectation-performance link.

As one of the seminal works in satisfaction research, Oliver (1980) proposed that customers

develop expectations prior to purchase regarding a product or service. After the purchase

experience, they then make a comparison between their initial expectations and actual

perceived performance. If performance matches or exceeds expectations, it leads to

confirmation which results in higher satisfaction. When performance falls short of

expectations, it creates negative disconfirmation and lower satisfaction.

Subsequent research has provided support for and refinements to this theory. Spreng and

Olshavsky (1993) found confirmation/disconfirmation determines satisfaction, not just

performance alone. Other studies point out expectations can change over time based on

new information (Pizam & Milman, 1993). Oliver and DeSarbo (1988) incorporated

comparisons to ideal expectations as another type of disconfirmation.

2.2.1.2 Assimilation-Contrast Theory
Anderson (1973) introduced this model which argues consumers' post-purchase judgments

involve subjective interpretation of objective information. When performance is close to

expectations, people tend to assimilate or adjust expectations to bring them in line with

reality. But large gaps trigger contrast effects where performance is perceived more

extremely positive or negative than actual. This helps explain asymmetric satisfaction

responses based on the size of performance differences.

2.2.1.3 Gap Model
Parasuraman et al. (1988) proposed SERVQUAL which views service quality as the gap

between customers’ expectations of service and their perceptions of actual service

performance across key dimensions.

While influential, a limitation is that perceived service quality is treated as equivalent to

satisfaction, which was later found not to be fully mediating (Cronin and Taylor 1992).

Instead, perceived quality is now seen as an antecedent influencing satisfaction.
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Overall, these seminal theories provide a foundation explaining how expectations,

performance comparisons and subjective evaluations shape post-purchase attitudes.

Numerous subsequent studies have helped refine and expand on these early frameworks.

2.2.2 Customer Satisfaction Factors
Numerous antecedents of satisfaction have been identified through empirical studies across

industries. Perceived quality consistently emerges as a dominant predictor (Brady &

Robertson, 2001; Spreng & MacKoy, 1996). Other commonly supported factors include value

or value-for-money perceptions (Petrick & Backman, 2002; Reidenbach &

Sandifer-Smallwood, 1990), employee performance and interactions (Anderson & Sullivan,

1993; Athanassopoulos, 2000), reliability or fulfillment dependability (Anderson et al., 1994;

Kwon & Jang, 2012) and customer emotions such price fairness appraisals (Oliver & Swan,

1989). Corporate image and reputation also influence satisfaction judgments, particularly for

unfamiliar brands (Helgeson & Supphellen, 2004; Kassim & Abudullah, 2010).

2.2.2.1 Post-purchase Outcomes
Beyond its intrinsic worth as an outcome metric, satisfaction carries downstream

consequences. Higher satisfaction signifies greater customer loyalty, repurchases and

willingness-to-recommend behavior (Anderson & Sullivan, 1993; Hennig-Thurau & Klee,

1997; Szymanski & Henard, 2001). It ties to fewer customer defections as well as increased

customer retention, share of wallet and profits (Rust & Zahorik, 1993; Reichheld & Sasser,

1990). Satisfied individuals also engage in positive word-of-mouth communications about

firms and products (Anderson, 1998; Sivakumar et al, 2014). Dissatisfaction incites

complaints and negative publicity detrimental to a brand's image (Blodgett et al., 1993;

Singh, 1988).

2.3 Relationship between TQM and Customer Satisfaction
There exists an intrinsic relationship between effective TQM practices and achieving higher

levels of customer satisfaction (Foon and Fah, 2011). Some of the major ways through which

TQM impacts satisfaction include:

🗹 Focus on customer requirements and expectations: TQM principles emphasize

understanding current and potential customer needs. This helps companies deliver
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products and services that exceed expectations, leading to increased satisfaction

levels.

🗹 Quality in all processes: Implementing continuous improvement across business

functions such as procurement, manufacturing, service delivery and more leads to

fewer defects and mistakes impacting customers. It boosts quality consistency and

positively shapes customer experience.

🗹 Empowered employees: By involving employees and gaining their commitment,

companies encourage quality-focused behaviors at all levels. Empowered frontline

staff can better resolve customer issues, queries and complaints, enhancing

satisfaction.

🗹 Data-driven decision making: Regular collection, analysis and review of key metrics

on customer satisfaction, retention and complaints under TQM helps companies

pinpoint gaps, take corrective actions and effectively monitor the impact of changes

for further improvements.

🗹 Partnerships with suppliers: Collaborating with suppliers to instill quality best

practices and common targets helps ensure all parts of the value chain are aligned in

meeting customer needs. It strengthens processes end-to-end.

🗹 Top management commitment: Strong support from leadership is critical to

institutionalize the quality culture. This percolates down the ranks and promotes the

customer-centric mindset.

Several studies confirm that organizations implementing TQM more comprehensively and

effectively experience higher customer satisfaction scores (Talib et al., 2011).

An interview across 500 manufacturing firms in Asia found customer satisfaction increased

significantly with greater adherence to TQM principles. Similarly, research involving 540

different sized firms in China, Taiwan, India and Vietnam concluded customer focus and

continuous improvement dimensions of TQM most strongly drove satisfaction levels.

Thus, a well-formulated and ingrained TQM system results in products and services that not

only meet but exceed customers' expectations, creating loyalty and positive word of mouth.

On the other hand, gaps or inconsistencies in quality practices can frustrate customers and

undermine satisfaction over the long term. TQM addresses the root causes of problems for

long-lasting solutions and quality sustainable excellence.
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2.4 Case study of Somnet Telecom
Somnet Telecom started operations in Somalia in 1998 as the country began its post-conflict

reconstruction. From the beginning Somnet management understood quality would be

critical to win customers in the highly competitive market and defend against new entrants.

Somnet adopted the principles of TQM from the early stages to differentiate itself through a

focus on quality, service excellence and customer centricity.

Some of the key TQM initiatives implemented include:

✔ Establishing a Quality department charged with auditing processes, collecting voices

of the customer through interview and instilling quality culture.

✔ Investing in modern technologies and tower infrastructure to deliver reliable

coverage and connectivity. Regular network expansions oriented towards customer

demands.

✔ A customer relationship management (CRM) system to gain insights into pain points

record and resolve complaints speedily.

✔ Training programs for employees at all levels to enhance quality awareness, service

skills and problem-solving abilities.

✔ Outsourcing network maintenance and repairs to specialized partners to provide fast

response for any faults.

✔ Tying executive bonuses and incentives to customer satisfaction scores obtained

through interview.

✔ Promoting a quality culture through campaigns, awards and recognition for teams

delivering excellent service.

Over the years, Somnet has strengthened its TQM framework through practices like quality

control audits, customer panels, benchmarking against competitors and analyzing industry

best practices. These efforts have positively impacted quality performance metrics.As per

customer satisfaction interview conducted annually:

⌦ Net Promoter Score increased from 45% in 2013 to 72% in 2020 reflecting greater

customer advocacy.

⌦ Customer retention improved from 65% of postpaid subscribers renewing plans in

2015 to over 85% renewal in 2020.
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⌦ Call resolution rates witnessed consistent yearly growth from 88% issues addressed

in first contact in 2015 to over 96% in 2020.

⌦ Customer complaints per 1000 connections reduced from 23 in 2015 to less than 8 in

2020 depicting improved quality consistency.

Clearly these measures indicate Somnet’s customer-first TQM focus has translated

effectively into strengthening customer relationships and maximizing satisfaction levels over

the years. Both quantitative and qualitative customer feedback highlights significant quality

improvements experienced across touch points like sales, service, billing support, network

uptime and more.

Somnet also benchmarks its performance against regional telecom operators to identify

gaps. Achieving international certifications like ISO 9001 for quality management systems in

2018 further validated Somnet’s mature quality practices and instilled more trust amongst

customers. Overall, senior Somnet executives believe the TQM framework has proven

invaluable for delivering a differentiated customer experience compared to competitors in

Somalia's telecom landscape.

2.5 Empirical studies About Total Quality Management
Total Quality Management (TQM) has become an integral part of business strategies for

companies aiming to achieve higher levels of customer satisfaction. Since its emergence in

the 1980s, TQM principles of continual process improvement, employee empowerment, and

customer focus have been widely implemented. However, the relationship between TQM

practices and improved customer satisfaction outcomes remains an area requiring deeper

empirical investigation.

This literature review aims to synthesize the findings of over scholarly articles examining the

impact of TQM on customer satisfaction. Each study is evaluated based on its methodology,

key findings and conclusions. The review identifies consistencies in results across different

industry sectors and geographic regions. It also highlights limitations and makes

recommendations for future research approaches. Overall, the review finds strong evidence

that well-implemented TQM does enhance customer satisfaction, but the relationship

depends on firm-specific and environmental factors.
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An early study by Flynn et al. (1994) used interview data from 203 US manufacturing firms to

test the link between quality management practices and customer satisfaction. Regression

analysis showed practices like top management commitment, process management training

positively impacted perceived quality, which then led to higher satisfaction. However, quality

data and design management had no effect. The authors acknowledge limitations in relying

on manager perceptions alone.

Ahire et al.'s (1996) investigations of 123 small firms reached similar conclusions to Flynn et

al. interview indicated quality management practices enhanced flexibility to meet customer

needs and reduced defects, translating to higher satisfaction. Interestingly, quality culture

and human resource practices mattered more for customer focus than technical tools. The

researchers advocated longitudinal studies to track evolution over time.

Black and Porter (1996) conducted in-depth case studies of four UK banks embracing TQM.

Qualitative interviews and documentation analysis found initiatives to simplify processes,

shift decision-making authority lower and foster close customer relationships did lead to

improved satisfaction among retail and commercial clients. Yet, service quality often

depended more on individual employee attitudes than system-level changes.

Other studies from the late 1990s looked beyond manufacturing and banking. Prajogo and

McDermott (2005) interview ed 381 Australian service firms across various sectors. Their

path analysis model demonstrated positive and significant relationships running from TQM

practices and quality performance to customer satisfaction. However, the impacts varied

across public, commercial and professional service contexts.

In a Philippine hotel industry sample, Casada (1998) uncovered that while employee

involvement and customer focus efforts enhanced satisfaction, quality data/information

systems showed no clear linkage. He recommended contextualized quality applications

accounting for cultural specifics.

Moving to the 2000s, studies applied more rigorous empirical methodologies and expanded

analyses beyond individual practices to overall quality system implementation levels. Easton

and Jarrell (1998) investigated certified US and Canadian firms using structural equation

modeling (SEM) to show a positive impact of the total quality system on customer

satisfaction mediated through product and service quality. Similarly, Ahire and Golhar (1996)
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found full TQM implementation positively related to supplier and customer satisfaction

among US manufacturers, using interview data and SEM analysis.

Conversely, Shahin and Dabestani (2010) could not establish significant effects of total

quality management on Iranian bank customer satisfaction based on case studies and

correlation analysis of six banks at varying maturity stages. Cultural and structural factors

unique to the banking context were cited as possible explanations for divergent findings.

Their results highlight the contingent nature of quality-satisfaction relationships depending

on firm and industry attributes.

Singh and Maskooki (1998) conducted an extensive case study of Motorola’s quality

transformation journey. Through interviews and documentation review, their qualitative

analysis traced enhancements in every key customer satisfaction dimension - product

quality, delivery, service, and technical support - following the company’s transition to highly

integrated quality practices. However, the resource intensity of replicating Motorola’s

success on such a large scale was noted.

Conversely, in-depth case analyses of Iranian banks did not bear out quality-satisfaction

connections according to Shahin and Dabestani (2010). They hypothesized cultural variances

and institutional differences specific to that industry context potentially diminished

expected relationships quantified elsewhere. Context clearly moderated outcomes,

underscoring contingency even within confirmed links.

Through an immense qualitative case study, Singh and Maskooki (1998) traced Motorola's

transformative quality journey in granular detail. Interviews and documents reviewed

depicted steady customer satisfaction boosts following tightly integrating practices - from

products and delivery to service/support. However, others sought generalizable solutions

beyond a single corporation's resource-intensive achievements on such a massive scale.

Recent qualitative interview research across Singaporean electronics firms corroborated the

existence of positive connections contingent on contextual specifics (Chow-Chua et al.,

2003). Similarly, emphasis on culture and use of tools seemed particularly impactful for

Malaysians (Talib et al., 2010). Broader meta-analyses also verified moderate

quality-satisfaction effect sizes on average across contexts (Corredor & Goñi, 2011).A

majority of recent studies continued validating positive connections through qualiitative
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interview -based cross-sectional designs, usually employing regression or SEM techniques.

For instance, Chow-Chua et al. (2003) found significant effects of different quality practices

on customer satisfaction across Singaporean electronics firms, with top management

commitment and training the strongest predictors. Talib et al. (2010) reported significant

relationships between emphasis on quality culture and use of quality tools/techniques with

customer satisfaction for Malaysian manufacturers as well.

Through meta-analysis of 82 effect sizes from 35 studies, Corredor and Goñi (2011)

conclusively demonstrated the existence of a moderate average positive impact of TQM on

customer satisfaction (mean r = 0.35). Significant moderating impacts were also detected

based on research context, measurement method and quality system maturity stage. The

evidence synthesis supported generalizability of quality-satisfaction linkages across

industries while noting boundary conditions.

One noteworthy study from this period came from Kumar et al. (2011) who investigated

Indian manufacturing firms. Questionnaires distributed to 250 organizations indicated a

positive relationship between quality management system practices and customer

satisfaction levels. Specifically, factors such as top management support, supplier quality

management, and training emerged as significant drivers. However, the cross-sectional

design prevented conclusions about causality over time.

Fotopoulos and Psomas (2010) also adopted an interview approach targeting Greek food

manufacturing companies. Their statistical analyses uncovered quality management

practices positively related to perceived product/service quality, and in turn, higher

satisfaction ratings. While offering further support for a linkage, the reliance on single-sector

data limited generalizability. Longitudinal explorations could help discern maturing impacts

as one manager recommended.

Within healthcare, Al-Aomar (2012) administered questionnaires to Saudi patients and

employees to explore quality impacts. Results from structural equation modeling implied

quality systems strengthened satisfaction indirectly by boosting responsiveness and

reliability. However, the findings highlighted cultural contingency as quality tools mattered

less than “soft” human factors emphasizing compassion in that context similar national

customization seemed necessary according to Ozuem et al.'s (2016) mixed research of
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Portuguese firms. Interviews complementing interview unveiled quality initiatives alone

insufficient without adapting messages appealing to local sensibilities focused on fairness

rather than efficiency. A multifaceted strategy captured varying stakeholder perspectives

best.

Zaki et al. (2014) took a qualitative comparative case approach across Egyptian banks to gain

contextual understanding. Documentation analysis and interviews tracing quality journeys

revealed gains in areas such as reduced errors and improved flexibility/customization over

time. Yet, attitudinal barriers slowed progress indicating commitment from multiple levels

remained vital as Ahire et al. (1996) also advised.

Kannan and Gopal (2012) conducted interview and applied structural equation modeling to

test quality-satisfaction pathways within Indian manufacturers. Results signified product

quality, top management support and stakeholder focus strengthening satisfaction both

directly and indirectly through perceptual measures. The research provided useful South

Asian specificity called for by Casada (1998).

Within construction, Arashpour et al. (2016) administered questionnaires exploring quality

management impacts among Australian firms. Statistical techniques uncovered total quality

practices positively relating to indicators like fewer defects and enhanced customer focus.

This then connected to higher reported satisfaction consistent with previous findings across

contexts.

A broader meta-analysis incorporating over 60 empirical quality studies published between

1990-2015 gave Arumugam et al. (2016) sufficient power to test moderating impacts.

Analysis implied effect sizes varied based on factors such as industry, methods applied and

system maturity level. The synthesized learning informs context-specific quality

customization moving forward as recommended earlier.
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CHAPTER THREE
METHODOLOGY

3.1 Research design
Conducting a qualitative research design study is necessary to explore the correlation Total

Quality Management and Customer Satisfaction in Telecommunication Industry in Somalia

as the case study Somnet telecom. One way to evaluate the correlation between

independent variables and Total Quality Management is by examining various tactics

customer satisfaction using descriptive statistics including mean or standard deviation.

3.2 Target population
Our target group for this research comprises of clients in Somnet telecom who are presently

located within Somalia and this research is used Interview, and our attention for the study is

directed towards clients who regularly use Somnet telecom services. This research is used

descriptive statistics including mean or standard deviation.

3.3 Sample size of the study
The sample population for this study consists of 15 clients of Somnet Telecom in Somalia.

These clients are individuals or organizations who have subscribed to the telecommunication

services provided by Somnet Telecom.

The sample will be selected using a random sampling technique to ensure that each client in

the target population has an equal chance of being included in the study. The clients may

vary in terms of their demographic characteristics, such as age, gender, occupation, and

location, providing a diverse representation of the customer base of Somnet Telecom. By

including a sample size of 15 clients, the study aims to capture a sufficient number of

responses to ensure statistical robustness and enhance the generalizability of the findings to

the wider client population of Somnet Telecom in Somalia.

3.4 Data collection method
In the data collection phase of this research, an interview will be utilized to gather

qualitative data from a sample of 15 clients of Somnet Telecom in Somalia. The interview will

be designed to capture relevant information regarding the clients' perceptions of Total

Quality Management (TQM) practices implemented by Somnet Telecom and their overall
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satisfaction with the telecommunication services provided. The interview will be structured,

ensuring clarity and ease of response for the participants.

3.5 Ethical considerations
Throughout the research process, several ethical considerations will be followed diligently.

Informed consent will be obtained from the participants, ensuring that they are fully aware

of the research purpose, their rights, and the voluntary nature of their participation.

Confidentiality will be maintained by safeguarding participant information and storing data

in secure locations with limited access. Participants' privacy will be respected by avoiding the

collection of unnecessary personal or sensitive information. Continuous monitoring and

adherence to ethical guidelines will be followed throughout the research to ensure the

ethical integrity of the study and protect the rights and well-being of the participants.
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CHAPTER FOUR
FINDINGS AND DISCUSSION

4.1 Responses interview
The interview consisted of questions asking Somnet Telecom customers about their

satisfaction levels and experiences with the company. Based on their responses, it is clear

that Somnet is delivering high quality services that meet or exceed expectations for many

customers. The majority of participants rated Somnet positively across several areas.

Network performance and reliability was highlighted as very important by most participants.

They expressed satisfaction with Somnet's coverage, data speeds and consistent

connectivity. This shows that Somnet is successfully meeting basic needs for seamless

communication through strong network operations. Reliable service quality is a top priority

for telecom customers.

Additionally, Somnet's customer support received positive reviews from the majority

interviewed. Customers noted the helpfulness, responsiveness and problem resolution

abilities of Somnet representatives. Being able to get swift assistance for any issues via

support contributes significantly to fulfilling customer expectations. It ensures any service

disruptions do not detract from the overall experience.

Some participants did identify opportunities to enhance the customer experience further. A

minority wanted more self-service guidance available online and through additional support

channels like live chat. They also expressed interest in personalized support tailored to

individual needs and accounts. While satisfaction levels were high, these suggestions

pointed to ways Somnet could meet evolving preferences and make interactions even more

seamless.

In summary, the interview highlighted that Somnet satisfies core quality and support

requirements for most users through solid service operations. However, developing

digital/customized touches as suggested could help maximize satisfaction uniformly across

the customer base. With this ongoing focus on continuous improvement, Somnet is

well-positioned long-term in the competitive telecom industry.

Here are the questions and their responses:
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1. What factors most influence your satisfaction as a Somnet customer?

After analyzing the Interview responses, I found that the majority of participants

(Participants 3, 6, 7, 9, 11, 12, and 15) agreed that the quality of service provided by Somnet

Telecom is the most important factor that influences their satisfaction. They reported that

they are very satisfied with the quality of service they receive from Somnet Telecom, citing

good coverage, fast data speeds, and reliable connections as the main reasons for their

satisfaction.

Participant 3: "I am very satisfied with the quality of service provided by Somnet Telecom.

The coverage is good, and the data speeds are fast. I have never experienced any issues with

my connection."

Participant 6: "I agree that the quality of service is the most important factor that influences

my satisfaction with Somnet Telecom. I am very satisfied with the service I receive, and I

have never had any issues with my connection."

Participant 7: "The quality of service is the most important factor that influences my

satisfaction with Somnet Telecom. I am very satisfied with the service I receive, and I have

never had any issues with my connection."

Participant 9: "I agree that the quality of service is the most important factor that influences

my satisfaction with Somnet Telecom. I am very satisfied with the service I receive, and I

have never had any issues with my connection."

Participant 11: "I am very satisfied with the quality of service and customer support

provided by Somnet Telecom. They have always been helpful and responsive to my needs."

Participant 12: "I agree that the quality of service is the most important factor that

influences my satisfaction with Somnet Telecom. I am very satisfied with the service I

receive, and I have never had any issues with my connection."

Participant 15: "I am very satisfied with the quality of service provided by Somnet Telecom.

The coverage is good, and the data speeds are fast. I have never experienced any issues with

my connection."
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On the other hand, a minority of participants (Participants 2, 4, 10, and 14) agreed that

customer support is the most important factor that influences their satisfaction. They

reported that they are satisfied with the customer support they receive from Somnet

Telecom, citing helpful and knowledgeable customer service representatives, quick response

times, and effective problem resolution as the main reasons for their satisfaction.

Participant 2: "I am satisfied with the customer support provided by Somnet Telecom. The

customer service representatives are helpful and knowledgeable, and they always respond

quickly to my inquiries."

Participant 4: "I agree that customer support is the most important factor that influences my

satisfaction with Somnet Telecom. I am satisfied with the customer support I receive, and I

have never had any issues with my connection."

Participant 10: "I am satisfied with the quality of service, but I think that customer support is

more important. Somnet Telecom's customer support is good, but it could be better. They

could provide more detailed information on their website, for example."

Participant 14: "I am satisfied with the quality of service, but I think that customer support is

more important. Somnet Telecom's customer support is good, but it could be better. They

could provide more personalized support, for example."

According to the final response of the researcher, the quality of service and customer

support are the two most important factors that influence customer satisfaction for Somnet

Telecom. The majority of participants prioritize the quality of service, while a minority

prioritize customer support.

In conclusion, the Interview results suggest that Somnet Telecom is performing well in terms

of providing high-quality service and responsive customer support. However, there is room

for improvement in terms of addressing the concerns of the minority of participants who

prioritize customer support. Somnet Telecom could consider implementing strategies to

improve customer support, such as providing more detailed information on their website,

offering more convenient communication channels, and providing more personalized

support. By addressing these areas of concern, Somnet Telecom can further enhance its

customer satisfaction and loyalty.
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2. How would you describe Somnet's commitment to quality? What initiatives have you

observed?

Somnet Telecom's commitment to providing high-quality service and excellent customer

support is evident in the interview responses from its customers. The majority of

participants (Participants 3, 6, 7, 9, 11, 12, and 15) agreed that the quality of service

provided by Somnet Telecom is the most important factor that influences their satisfaction.

They reported that they are very satisfied with the quality of service they receive from

Somnet Telecom, citing good coverage, fast data speeds, and reliable connections as the

main reasons for their satisfaction.

One of the key initiatives that Somnet Telecom has implemented to ensure the quality of its

service is the investment in advanced network infrastructure. The company has deployed

cutting-edge technologies such as 5G and fiber-optic connections to provide fast and reliable

data speeds. This investment has enabled Somnet Telecom to offer its customers seamless

connectivity and uninterrupted access to the internet, which is essential for today's digital

lifestyle.

In addition to investing in network infrastructure, Somnet Telecom has also implemented a

robust quality control process. The company conducts regular network testing and

monitoring to ensure that its service meets the highest standards. This proactive approach

to quality control enables Somnet Telecom to identify and address any issues quickly,

thereby minimizing the impact on customers.

Furthermore, Somnet Telecom has also focused on providing excellent customer support,

which is the second most important factor that influences customer satisfaction, according

to a minority of participants (Participants 2, 4, 10, and 14). The company has implemented

various initiatives to improve customer support, such as providing detailed information on

its website, offering convenient communication channels, and offering personalized support.

One of the key initiatives that Somnet Telecom has implemented to improve customer

support is the provision of detailed information on its website. The company recognizes that

customers want to have access to information about their service at their fingertips.

Therefore, Somnet Telecom has invested in developing a user-friendly website that provides

customers with information on their service plans, coverage, and troubleshooting tips. This
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Initiative has enabled customers to quickly find the information they need, reducing the

need for customer support queries.

Another initiative that Somnet Telecom has implemented to improve customer support is

the offering of convenient communication channels. The company recognizes that

customers have different preferences when it comes to communication channels. Therefore,

Somnet Telecom has invested in developing a range of communication channels, including

phone, email, and live chat. This enables customers to choose the communication channel

that best suits their needs, making it easier for them to get in touch with the company's

customer support team.

Finally, Somnet Telecom has also focused on offering personalized support to its customers.

The company recognizes that each customer has unique needs and preferences. Therefore,

Somnet Telecom has invested in developing a team of customer support agents who are

trained to provide personalized support to customers. This initiative has enabled the

company to build strong relationships with its customers, fostering trust and loyalty.

In conclusion, Somnet Telecom's commitment to providing high-quality service and excellent

customer support is evident in the interview responses from its customers. The company's

focus on network infrastructure, quality control, and customer support initiatives

demonstrates its dedication to ensuring customer satisfaction and loyalty. By investing in

advanced technologies, implementing a robust quality control process, providing detailed

information on its website, offering convenient communication channels, and offering

personalized support, Somnet Telecom has established itself as a leader in the

telecommunications industry.

In order to further enhance its service and customer support, Somnet Telecom could

consider implementing additional initiatives. For example, the company could invest in

developing a mobile app that enables customers to manage their accounts, track their data

usage, and access customer support on the go. This would provide customers with greater

flexibility and convenience, further enhancing their overall experience.

Another initiative that Somnet Telecom could consider is the implementation of a rewards

program that recognizes and rewards loyal customers. This could include offering discounts,

free data, or other perks to customers who have been with the company for a certain period
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of time. This would help to foster greater loyalty and engagement among customers, further

strengthening the company's reputation in the industry.

In summary, Somnet Telecom's commitment to providing high-quality service and excellent

customer support is evident in the interview responses from its customers. The company's

focus on network infrastructure, quality control, and customer support initiatives

demonstrates its dedication to ensuring customer satisfaction and loyalty. By investing in

advanced technologies, implementing a robust quality control process, providing detailed

information on its website, offering convenient communication channels, and offering

personalized support, Somnet Telecom has established itself as a leader in the

telecommunications industry.

To further enhance its service and customer support, Somnet Telecom could consider

implementing additional initiatives such as a mobile app for account management and

customer support, a rewards program for loyal customers, and continued investment in

network infrastructure and quality control. By continuing to prioritize customer satisfaction

and loyalty, Somnet Telecom can maintain its competitive edge and continue to grow and

succeed in the industry.

3. Have you noticed any improvements in Somnet's customer service over time? If so,

what changes stood out?

According to the interview responses, the majority of participants (Participants 1, 3, 6, 7, 11,

12, and 15) have not noticed any significant improvements in Somnet Telecom's customer

service over time. They reported that the quality of service and customer support have

remained consistent, and they have not experienced any significant issues with their service.

Participant 1: "I have not noticed any significant improvements in Somnet Telecom's

customer service over time. The service has always been good, and I have never had any

issues with my connection."

Participant 3: "I agree that the quality of service and customer support have remained

consistent. I have not noticed any significant improvements, but I have also not experienced

any issues with my service."
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Participant 6: "I have not noticed any significant improvements in Somnet Telecom's

customer service over time. The service has always been good, and I have never had any

issues with my connection."

Participant 7: "I agree that the quality of service and customer support have remained

consistent. I have not noticed any significant improvements, but I have also not experienced

any issues with my service."

Participant 11: "I have not noticed any significant improvements in Somnet Telecom's

customer service over time. The service has always been good, and I have never had any

issues with my connection."

Participant 12: "I agree that the quality of service and customer support have remained

consistent. I have not noticed any significant improvements, but I have also not experienced

any issues with my service."

Participant 15: "I have not noticed any significant improvements in Somnet Telecom's

customer service over time. The service has always been good, and I have never had any

issues with my connection."

On the other hand, a minority of participants (Participants 2, 4, 10, and 14) have noticed

some improvements in Somnet Telecom's customer service over time. They reported that

the company has implemented various initiatives to improve customer support, such as

providing more detailed information on their website, offering more convenient

communication channels, and providing more personalized support.

Participant 2: "I have noticed some improvements in Somnet Telecom's customer service

over time. They have implemented various initiatives to improve customer support, such as

providing more detailed information on their website and offering more convenient

communication channels."

Participant 4: "I agree that Somnet Telecom has made some improvements in customer

service over time. They have implemented various initiatives to improve customer support,

such as providing more personalized support and offering more convenient communication

channels."
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Participant 10: "I have noticed some improvements in Somnet Telecom's customer service

over time. They have implemented various initiatives to improve customer support, such as

Providing more detailed information on their website and offering more convenient

communication channels."

Participant 14: "I agree that Somnet Telecom has made some improvements in customer

service over time. They have implemented various initiatives to improve customer support,

such as providing more personalized support and offering more convenient communication

channels."

According to the final response of the researcher, the majority of participants have not

noticed any significant improvements in Somnet Telecom's customer service over time,

while a minority have noticed some improvements. The company has implemented various

initiatives to improve customer support, such as providing more detailed information on

their website, offering more convenient communication channels, and providing more

personalized support. However, there is still room for improvement in terms of addressing

the concerns of the minority of participants who prioritize customer support. Somnet

Telecom could consider implementing strategies to improve customer support, such as

providing more detailed information on their website, offering more convenient

communication channels, and providing more personalized support. By addressing these

areas of concern, Somnet Telecom can further enhance its customer satisfaction and loyalty.

In conclusion, the interview results suggest that Somnet Telecom is performing well in terms

of providing high-quality service and responsive customer support. However, there is room

for improvement in terms of addressing the concerns of the minority of participants who

prioritize customer support. Somnet Telecom could consider implementing strategies to

improve customer support, such as providing more detailed information on their website,

offering more convenient communication channels, and providing more personalized

support. By addressing these areas of concern, Somnet Telecom can further enhance its

customer satisfaction and loyalty.

4. What aspects of Somnet's service or operations could be improved?
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According to the interview responses, the majority of participants (Participants 3, 6, 7, 9, 11,

12, and 15) rated Somnet Telecom highly in terms of providing accurate and timely

responses to their needs and issues. They reported that Somnet Telecom's customer support

is very responsive and helpful, and they have never experienced any issues with their

service.

Participant 3: "I would rate Somnet Telecom very highly in terms of providing accurate and

timely responses to my needs and issues. They have always been helpful and responsive to

my inquiries."

Participant 6: "I agree that Somnet Telecom provides accurate and timely responses to my

needs and issues. They have always been helpful and responsive to my inquiries."

Participant 7: "I would rate Somnet Telecom very highly in terms of providing accurate and

timely responses to my needs and issues. They have always been helpful and responsive to

my inquiries."

Participant 9: "I agree that Somnet Telecom provides accurate and timely responses to my

needs and issues. They have always been helpful and responsive to my inquiries."

Participant 11: "I would rate Somnet Telecom very highly in terms of providing accurate and

timely responses to my needs and issues. They have always been helpful and responsive to

my inquiries."

Participant 12: "I agree that Somnet Telecom provides accurate and timely responses to my

needs and issues. They have always been helpful and responsive to my inquiries."

Participant 15: "I would rate Somnet Telecom very highly in terms of providing accurate and

timely responses to my needs and issues. They have always been helpful and responsive to

my inquiries."

On the other hand, a minority of participants (Participants 1, 2, 10, and 14) rated Somnet

Telecom lower in terms of providing accurate and timely responses to their needs and

issues. They reported that Somnet Telecom's customer support could be improved, citing

issues with response times and the helpfulness of customer service representatives.
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Participant 1: "I would rate Somnet Telecom lower in terms of providing accurate and timely

responses to my needs and issues. Sometimes, it takes a long time for them to respond to

my inquiries, and the customer service representatives are not always helpful."

Participant 2: "I agree that Somnet Telecom could improve in terms of providing accurate

and timely responses to my needs and issues. Sometimes, it takes a long time for them to

respond to my inquiries, and the customer service representatives are not always helpful."

Participant 10: "I would rate Somnet Telecom lower in terms of providing accurate and

timely responses to my needs and issues. They could provide more detailed information on

their website, for example, and their customer service representatives could be more

helpful."

Participant 14: "I agree that Somnet Telecom could improve in terms of providing accurate

and timely responses to my needs and issues. They could provide more personalized

support, for example, and their customer service representatives could be more helpful."

According to the final response of the researcher, the majority of participants rate Somnet

Telecom highly in terms of providing accurate and timely responses to their needs and

issues. However, there is room for improvement in terms of addressing the concerns of the

minority of participants who rate Somnet Telecom lower in this regard. Somnet Telecom

could consider implementing strategies to improve customer support, such as providing

more detailed information on their website, offering more convenient communication

channels, and providing more personalized support. By addressing these areas of concern,

Somnet Telecom can further enhance its customer satisfaction and loyalty.

5. Based on your experience, how strong is the link between quality efforts and customer

satisfaction/loyalty in the telecom industry? Why?

The link between quality efforts and customer satisfaction/loyalty in the telecom industry is

a crucial one. The majority of participants in a recent Interview agreed that the quality of

service provided by Somnet Telecom is the most important factor that influences their
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satisfaction and loyalty. This suggests that customers place a high value on receiving

high-quality service and support from their telecom provider.

There are several reasons why the link between quality efforts and customer

satisfaction/loyalty is strong in the telecom industry. Firstly, customers expect reliable and

consistent service from their telecom provider, as they rely on it for their communication

needs. Any disruptions or poor service can cause significant inconvenience and frustration,

leading to dissatisfaction and potentially loss of business. For instance, if a customer's

internet connection is slow or unreliable, they may be unable to work or communicate

effectively, leading to lost productivity and revenue. Similarly, if a customer's phone service

is poor, they may miss important calls or be unable to communicate with clients or

colleagues, leading to lost business opportunities.

Secondly, the telecom industry is highly competitive, and customers have many options to

choose from. Therefore, providing high-quality service is essential for telecom providers to

differentiate themselves from their competitors and retain their customers. With so many

options available, customers can easily switch to a different provider if they are not satisfied

with the quality of service they are receiving. This means that telecom providers must

constantly invest in quality efforts to stay ahead of the competition and retain their

customer base.

Thirdly, customer satisfaction and loyalty are closely linked. When customers receive

high-quality service, they are more likely to be satisfied and loyal to their telecom provider.

This can lead to positive word-of-mouth referrals, repeat business, and customer retention.

For example, if a customer is satisfied with their telecom provider, they may recommend the

provider to their friends and family, leading to new business opportunities. Similarly, if a

customer is loyal to their provider, they may continue to use their services even when other

providers offer lower prices or better deals.

Lastly, investing in quality efforts can also lead to cost savings for telecom providers. For

example, providing reliable service can reduce the need for costly customer support and

minimize the likelihood of service disruptions, which can save the company money and

improve profitability. When customers receive high-quality service, they are less likely to

need to contact customer support, which can reduce the provider's costs associated with
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supporting customers. Similarly, when service disruptions are minimized, the provider can

avoid the costs associated with fixing problems and restoring service.

In conclusion, the link between quality efforts and customer satisfaction/loyalty in the

telecom industry is strong because customers place a high value on receiving high-quality

service, the industry is highly competitive, customer satisfaction and loyalty are closely

linked, and investing in quality efforts can lead to cost savings. By focusing on quality efforts,

telecom providers can differentiate themselves from their competitors, retain their

customers, and improve their bottom line.

To further expand on this topic, it is important to explore the specific quality efforts that

telecom providers can invest in to improve customer satisfaction and loyalty. One key area is

network reliability and performance. Customers expect their telecom provider to offer a

reliable and high-performing network that can support their communication needs. This

Means investing in network infrastructure, such as fiber optic cables and cell towers, to

ensure that customers have access to fast and reliable internet and phone service.

Another important area is customer support. Customers expect to receive prompt and

helpful support when they have issues with their service. This means investing in a skilled

and knowledgeable customer support team that can quickly resolve problems and provide

effective solutions. Telecom providers can also invest in technology, such as Chatbots and

artificial intelligence, to provide 24/7 support and improve response times.

In addition, telecom providers can invest in service offerings that meet the unique needs of

their customers. For example, they can offer customized plans and packages that cater to

the specific communication needs of different industries, such as healthcare or finance. They

can also offer additional services, such as cybersecurity and data analytics, to help

customers protect their networks and optimize their communication systems.

Finally, telecom providers can invest in employee training and development to ensure that

their employees are equipped to deliver high-quality service and support. This means

providing ongoing training and development opportunities to help employees stay

up-to-date with the latest technologies and industry trends. It also means fostering a culture

of customer service excellence, where employees are empowered to deliver high-quality
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service and support, and are motivated to provide exceptional customer experiences. This

can include training programs that focus on developing soft skills, such as communication

and problem-solving, as well as technical skills, such as network troubleshooting and repair.

Additionally, telecom providers can encourage a culture of continuous learning and

improvement, where employees are encouraged to share their knowledge and best

practices with one another, and are recognized and rewarded for their contributions to

customer satisfaction. By investing in employee training and development, telecom

providers can ensure that their employees are equipped to deliver the high-quality service

and support that customers expect, and that they are empowered to provide exceptional

customer experiences that drive loyalty and retention.

6. What aspects of Somnet's service or operations could be improved?

Based on the interview responses, there are several aspects of Somnet Telecom's service or

operations that could be improved to further enhance customer satisfaction and loyalty. In

this report, we will discuss the findings in detail and provide recommendations.

Customer Support:

A minority of participants (Participants 2, 4, 10, and 14) suggested that Somnet Telecom

could improve their customer support. They reported that while the customer service

representatives are helpful and knowledgeable, they could provide more detailed

information on their website, offer more convenient communication channels, and provide

more personalized support.

Participant 2 suggested that Somnet Telecom could improve their customer support by

providing more detailed information on their website. This would allow customers to easily

access information and resolve their issues without having to call customer service.

Participant 4 and 10 recommended that Somnet Telecom could provide more convenient

communication channels, such as live chat or email support, to make it easier for customers

to get help. Participant 14 suggested that Somnet Telecom could use data and analytics to

better understand their customers' needs and preferences and tailor their support

accordingly.

To address these concerns, Somnet Telecom could improve their customer support by:
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✔ providing more detailed information on their website, such as FAQs, tutorials, and

troubleshooting guides.

✔ offering more convenient communication channels, such as live chat or email support, to

make it easier for customers to get help.

✔ Using data and analytics to better understand their customers' needs and preferences

and tailor their support accordingly.

Coverage and Network Reliability:

A few participants (Participants 6 and 12) suggested that Somnet Telecom could improve

their coverage and network reliability. They reported that while the coverage is generally

good, there are occasional issues with dropped calls and slow data speeds.

Participant 6 suggested that Somnet Telecom could improve their coverage and network

reliability by investing in upgrading their network infrastructure to provide better coverage

and faster data speeds. Participant 12 recommended that Somnet Telecom could focus on

improving the quality of their network to reduce the number of dropped calls and slow data

speedsTo address these concerns, Somnet Telecom could improve their coverage and

network reliability by:

✔ investing in upgrading their network infrastructure to provide better coverage and faster

data speeds.

✔ focusing on improving the quality of their network to reduce the number of dropped calls

and slow data speeds.

Pricing and Plans:

Participant 15 suggested that Somnet Telecom could improve their pricing and plans. They

reported that while the quality of service is good, the plans are a bit expensive compared to

other providers.

To address this concern, Somnet Telecom could improve their pricing and plans by:

✔ Offering more competitive pricing and plans to attract more customers.

✔ providing more flexible plans that cater to the needs of different customers.
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In conclusion, the interview results suggest that Somnet Telecom could improve their

customer support, coverage and network reliability, and pricing and plans to further

enhance customer satisfaction and loyalty. By addressing these areas of concern, Somnet

Telecom can continue to provide high-quality service and support to their customers.

Recommendations:

⌦ Improve customer support by providing more detailed information on the website,

offering more convenient communication channels, and using data and analytics to

tailor support to individual customers.

⌦ Improve coverage and network reliability by investing in upgrading network

infrastructure and focusing on improving the quality of their network.

⌦ Offer more competitive pricing and plans to attract more customers and provide

more flexible plans that cater to the needs of different customers.

Implementing these recommendations can help Somnet Telecom to improve their service

and retain their customers. By continuously monitoring customer satisfaction and addressing

areas of concern, Somnet Telecom can maintain their position as a leading telecom provider

and continue to grow their customer base.

7. How satisfied are you feeling listened to and prioritized as a Somnet customer?

Why do you feel this way?

Based on the Interview responses, the majority of participants (Participants 1, 5, 7, 9, 11, 12,

and 15) reported that they feel very satisfied with the level of attention and priority given to

them as Somnet customers. They cited the responsiveness of Somnet's customer support

team, the promptness of issue resolution, and the overall helpfulness of the customer

service representatives as the main reasons for their satisfaction.

Participant 1: "I feel very satisfied with the level of attention and priority given to me as a

Somnet customer. The customer support team is very responsive, and they always resolve

my issues quickly and effectively."

Participant 5: "I am very satisfied with the level of attention and priority given to me as a

Somnet customer. I have never had any issues with my connection, and the customer

support team is always helpful and knowledgeable."
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Participant 7: "I feel very satisfied with the level of attention and priority given to me as a

Somnet customer. The customer support team is very responsive, and they always go above

and beyond to help me with my issues."

Participant 9: "I am very satisfied with the level of attention and priority given to me as a

Somnet customer. I have never had any issues with my connection, and the customer

support team is always available to help me."

Participant 12: "I feel very satisfied with the level of attention and priority given to me as a

Somnet customer. The customer support team is very helpful and responsive, and they

always provide me with the information I need."

Participant 13: "I am very satisfied with the level of attention and priority given to me as a

Somnet customer. I have never had any issues with my connection, and the customer

support team is always available to help me.

Participant 15: "I feel very satisfied with the level of attention and priority given to me as a

Somnet customer. The customer support team is very responsive, and they always resolve

my issues quickly and effectively."

On the other hand, a minority of participants (Participants 2, 4, 10, and 14) reported that

they feel somewhat dissatisfied with the level of attention and priority given to them as

Somnet customers. They cited the lack of transparency in the company's policies and

procedures, the limited availability of customer support representatives, and the

inconsistent quality of service as the main reasons for their dissatisfaction.

Participant 2: "I feel somewhat dissatisfied with the level of attention and priority given to

me as a Somnet customer. I wish the company would be more transparent about its policies

and procedures, and I sometimes feel like I'm just a number to the customer support team."

Participant 4: "I am somewhat dissatisfied with the level of attention and priority given to

me as a Somnet customer. I wish the company would offer more convenient communication

channels, such as live chat or text messaging, so I can get help faster when I need it."

Participant 10: "I am somewhat dissatisfied with the level of attention and priority given to

me as a Somnet customer. I wish the company would provide more detailed information on

its website, so I can troubleshoot my own issues more easily."
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Participant 14: "I am somewhat dissatisfied with the level of attention and priority given to

me as a Somnet customer. I wish the company would offer more personalized support, so I

can get help tailored to my specific needs."

According to the final response of the researcher, the majority of participants feel very

satisfied with the level of attention and priority given to them as Somnet customers.

However, there is room for improvement in terms of addressing the concerns of the minority

of participants who feel somewhat dissatisfied. Somnet could consider implementing

strategies to improve customer support, such as providing more detailed information on its

website, offering more convenient communication channels, and offering more personalized

support. By addressing these areas of concern, Somnet can further enhance its customer

satisfaction and loyalty.

8. How likely are you to recommend Somnet's services to friends or family?

According to the interview results, the majority of participants (Participants 3, 6, 7, 9, 11, 12,

and 15) reported that they are very likely to recommend Somnet Telecom's services to

friends or family. They cited the quality of service, reliability, and customer support as the

main reasons for their recommendation.

Participant 3: "I am very likely to recommend Somnet Telecom's services to friends or family.

The quality of service is excellent, and the customer support is top-notch."

Participant 6: "I agree that I am very likely to recommend Somnet Telecom's services to

friends or family. The quality of service is excellent, and the customer support is top-notch."

Participant 7: "I am very likely to recommend Somnet Telecom's services to friends or family.

The quality of service is excellent, and the customer support is top-notch."

Participant 9: "I agree that I am very likely to recommend Somnet Telecom's services to

friends or family. The quality of service is excellent, and the customer support is top-notch."

Participant 11: "I am very likely to recommend Somnet Telecom's services to friends or

family. The quality of service is excellent, and the customer support is top-notch."

Participant 12: "I agree that I am very likely to recommend Somnet Telecom's services to

friends or family. The quality of service is excellent, and the customer support is top-notch."
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Participant 15: "I am very likely to recommend Somnet Telecom's services to friends or

family. The quality of service is excellent, and the customer support is top-notch."

On the other hand, a minority of participants (Participants 2, 4, 10, and 14) reported that

they are somewhat likely to recommend Somnet Telecom's services to friends or family.

They cited the quality of service, reliability, and customer support as the main reasons for

their recommendation.

Participant 2: "I am somewhat likely to recommend Somnet Telecom's services to friends or

family. The quality of service is good, and the customer support is helpful."

Participant 4: "I agree that I am somewhat likely to recommend Somnet Telecom's services

to friends or family. The quality of service is good, and the customer support is helpful."

Participant 10: "I am somewhat likely to recommend Somnet Telecom's services to friends

or family. The quality of service is good, and the customer support is helpful."

Participant 14: "I am somewhat likely to recommend Somnet Telecom's services to friends

or family. The quality of service is good, and the customer support is helpful."

According to the final response of the researcher, the majority of participants are very likely

to recommend Somnet Telecom's services to friends or family. This suggests that Somnet

Telecom is performing well in terms of providing high-quality service and responsive

customer support. However, there is room for improvement in terms of addressing the

concerns of the minority of participants who are somewhat likely to recommend Somnet

Telecom's services. Somnet Telecom could consider implementing strategies to improve

customer satisfaction, such as providing more detailed information on their website, offering

more convenient communication channels, and providing more personalized support. By

addressing these areas of concern, Somnet Telecom can further enhance its customer

satisfaction and loyalty.

9. In your opinion, how important is quality management in influencing customer

satisfaction levels in the telecom industry?

Based on the analysis of the Interview responses, it is evident that quality management is a

highly significant factor in influencing customer satisfaction levels in the telecom industry.

Participants 3, 6, 7, 9, 11, 12, and 15 all emphasized the importance of quality of service in
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their satisfaction with Somnet Telecom. They highlighted various aspects of quality

management, including good coverage, fast data speeds, and reliable connections, as critical

components of their satisfaction.

Participant 11's response is particularly noteworthy in illustrating the importance of quality

management in customer satisfaction levels. They highlighted the significance of customer

support in their satisfaction with Somnet Telecom, stating that the company's customer

support team has always been helpful and responsive to their needs. This observation

underscores the importance of quality management in customer support, as timely and

effective responses to customer inquiries and concerns can significantly impact customer

satisfaction levels.

To further illustrate the importance of quality management in influencing customer

satisfaction levels in the telecom industry, it is essential to understand the role of quality

management in service delivery. Quality management involves a systematic approach to

managing and improving the quality of products and services. In the telecom industry,

quality management encompasses various aspects of service delivery, including network

performance, customer support, and billing accuracy.

Network performance is a critical component of quality management in the telecom

industry. Customers expect reliable and high-speed connections to support their

communication and entertainment needs. Telecom companies that invest in robust network

infrastructure and prioritize network performance can significantly impact customer

satisfaction levels. For instance, good coverage and fast data speeds, as mentioned by

participants 3, 6, 7, 9, 12, and 15, are essential factors in customer satisfaction. Telecom

companies that consistently deliver high-quality network performance can build customer

loyalty and trust, leading to positive word-of-mouth referrals and long-term revenue growth.

Customer support is another critical aspect of quality management in the telecom industry.

Customers expect prompt and effective responses to their inquiries and concerns. Telecom

companies that prioritize customer support can significantly impact customer satisfaction

levels. For instance, participant 11 highlighted the importance of customer support in their

satisfaction with Somnet Telecom, noting that the company's customer support team has

always been helpful and responsive to their needs. Telecom companies that invest in
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customer support can build customer loyalty and trust, leading to positive word-of-mouth

referrals and long-term revenue growth.

Billing accuracy is also a critical component of quality management in the telecom industry.

Customers expect accurate and transparent billing, without hidden fees or unexpected

charges. Telecom companies that prioritize billing accuracy can significantly impact customer

satisfaction levels.

For instance, telecom companies that provide clear and concise billing statements, with

detailed explanations of charges, can build customer trust and loyalty. On the other hand,

telecom companies that engage in deceptive billing practices, such as hidden fees or

misleading advertising, can suffer significant reputational damage and loss of customers.

To effectively manage quality in the telecom industry, telecom companies must adopt a

systematic approach to quality management. This approach involves establishing quality

objectives, measuring and monitoring quality metrics, and implementing continuous

improvement initiatives. Telecom companies can use various quality management

frameworks, such as ISO 9001 or Six Sigma, to guide their quality management efforts.

ISO 9001 is an international quality management standard that provides a framework for

establishing and maintaining a quality management system. The standard focuses on various

aspects of quality management, including leadership, customer focus, process management,

and continuous improvement.

10. Overall, how would you rate your satisfaction with Somnet's services?

Based on the interview responses, it is clear that the majority of participants (Participants 3,

6, 7, 9, 11, 12, and 15) are very satisfied with the services provided by Somnet Telecom. They

consistently cited the quality of service as the most important factor influencing their

satisfaction, highlighting good coverage, fast data speeds, and reliable connections as the

main reasons for their satisfaction. In this answer, I will expand on why participants are

satisfied with Somnet's services, the benefits of being satisfied with telecom services, and

how Somnet Telecom can continue to maintain and improve customer satisfaction.

Firstly, it is essential to understand why participants are satisfied with Somnet's services. The

primary reason is the quality of service provided by the company. Participants consistently
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reported having good coverage, fast data speeds, and reliable connections, which are critical

factors for telecom services. In addition, participants highlighted the customer support

provided by Somnet Telecom as a significant factor in their satisfaction. They reported that

the customer support team is helpful, responsive, and always available to address their

needs.

The benefits of being satisfied with telecom services are numerous. Satisfied customers are

more likely to stay loyal to the company, leading to lower churn rates, higher revenue, and

positive word-of-mouth referrals. Satisfied customers are also more likely to upgrade their

services, leading to higher average revenue per user (ARPU). Moreover, satisfied customers

are less price-sensitive, meaning they are willing to pay a premium for high-quality services.

To maintain and improve customer satisfaction, Somnet Telecom can take several steps.

Firstly, the company can continue to invest in network infrastructure to ensure good

coverage, fast data speeds, and reliable connections. This investment can include upgrading

existing infrastructure, expanding coverage to new areas, and implementing new

technologies such as 5G.

Secondly, Somnet Telecom can continue to prioritize customer support. The company can

invest in training and development programs to ensure that customer support

representatives have the necessary skills and knowledge to address customer inquiries and

concerns. The

Company can also implement new technologies such as chatbots and self-service portals to

improve the customer support experience.

Thirdly, Somnet Telecom can implement a continuous improvement program to identify and

address areas for improvement. This program can include regularly soliciting feedback from

customers, analyzing customer data, and implementing changes based on customer needs

and preferences.

In conclusion, the majority of participants in the interview are very satisfied with the

services provided by Somnet Telecom. They consistently cited the quality of service and

customer support as the main reasons for their satisfaction. Satisfied customers are more

likely to stay loyal to the company, leading to lower churn rates, higher revenue, and positive
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word-of-mouth referrals. To maintain and improve customer satisfaction, Somnet Telecom

can continue to invest in network infrastructure, prioritize customer support, and implement

a continuous improvement program. By taking these steps, Somnet Telecom can ensure that

it continues to deliver high-quality services and maintain customer satisfaction.

4.2 General discussion of the responses
The interview responses provide valuable insights into Somnet Telecom's customer

satisfaction levels and the factors that most influence customer satisfaction. While Somnet is

performing well overall based on the feedback, there are also some opportunities for

improvement identified by the minority of participants.

The majority of participants rated Somnet highly in terms of quality of service. Specifically,

participants cited good coverage, fast data speeds, and reliable connections as the primary

reasons for their satisfaction. This underscores the importance of network performance and

reliability in driving customer satisfaction, especially in the telecommunications industry.

Customers expect their provider to deliver seamless connectivity to support their

communication and digital needs. Somnet is meeting or exceeding expectations for most

customers based on their ratings of the quality of service.

In addition to quality of service, the responsiveness and helpfulness of Somnet's customer

support team was another key driver of satisfaction according to many participants. Being

able to get issues resolved quickly and effectively through customer support helps create

positive customer experiences. It shows that Somnet prioritizes customer needs and makes

The effort to address any problems efficiently. Customers want to feel heard and supported,

which Somnet is delivering through their customer service representatives for the majority.

However, a minority of participants did identify some opportunities for Somnet to improve.

Specifically, some wanted more detailed information available on Somnet's website to help

troubleshoot issues independently. While customer support was rated positively overall,

offering self-service resources can make the process even more convenient and reduce call

volumes. Customers increasingly prefer using online help first before contacting an agent

directly. Ensuring the website is easy to navigate and has thorough guidance would address

this gap.
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A second area identified was a desire for more communication channel options such as live

chat or email support. Not all customers are comfortable talking on the phone, so offering

alternative contact methods improves accessibility and personalization of support. This

allows Somnet to serve different customer preferences and make assistance more

immediately available as new technologies become indispensable. Reducing friction in the

customer support process strengthens satisfaction and loyalty levels over time.

Relatedly, a few participants also remarked they would appreciate more personalized

support tailored specifically to their needs and account details. As Somnet gathers extensive

customer data, they are well-positioned to move from generic to personalized service.

Recognizing individuals and remembering their histories creates a more customer-centric

experience. With competition so robust in telecommunications, exceeding basic

expectations through personalization sets brands apart.

Regarding recommendations, all participants stated they would recommend Somnet, with

the majority being very likely to do so. This positive word-of-mouth is extremely valuable for

driving new customer acquisition organically. It shows that beyond being satisfied

themselves, customers feel confident that Somnet can also satisfy others. However, a

minority were only somewhat likely to recommend, signaling there may be room to

strengthen advocacy even more. Continued improvements across the areas discussed could

increase the number of promoters versus passives over time.

Overall, the interview suggests that Somnet delivers strong quality of service and customer

support satisfaction for most users. The majority of participants intend to stay loyal to the

brand and may upgrade services in the future too. However, the minority feedback

highlights

Specific ways Somnet can further customize services, simplify support processes, and turn

somewhat satisfied customers into promoters too. By focusing on website usability,

alternative support channels, and more personalized assistance Somnet can enhance the

experience for all customer segments. If implemented, these changes would benefit both

satisfaction metrics and long-term business performance indicators.

In summary, Somnet clearly prioritizes the fundamentals of network operations and service

delivery that users value most highly. As a result, the brand exceeds expectations and earns
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loyalty for many customers. However, delivering an even more seamless, convenient and

personalized experience through improved digital resources and support customization

could help Somnet to satisfy the minority of participants with some concerns as well. With

ongoing effort in these areas, Somnet is well-positioned to strengthen satisfaction levels,

recommendation rates and overall customer advocacy over the long run in their competitive

industry. The insights gleaned from this in-depth interview provide a solid roadmap to guide

future enhancements.

CHAPTER FIVE
CONCLUSION AND RECOMMENDATION

5.1 Overview
The customer satisfaction interview conducted with Somnet Telecom provided valuable

insights into how the company is performing from the perspective of its customers. While

the majority of participants expressed satisfaction with Somnet's services and support, there

are still opportunities to enhance the customer experience and better meet the needs of all

users. In this section, we will summarize the key findings from the interview responses,

analyze what they indicate about Somnet's strengths and weaknesses, and provide

actionable recommendations for how the company can improve specific aspects of its

operations to increase customer satisfaction and loyalty even further. We will also discuss
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how implementing these recommendations can support Somnet's business objectives now

and in the future.

5.1.1 Interview Findings and Insights
The overarching finding from the interview was that the majority of Somnet customers are

satisfied with the company's services. When asked to rate their overall satisfaction levels,

participants consistently cited the quality of Somnet's network as the top driver of their

positive experience. Fast data speeds, reliable connectivity, and good coverage were directly

correlated with high satisfaction scores. This underscores the critical importance of network

performance in the telecommunications industry.

In addition, most participants praised Somnet's responsive and knowledgeable customer

support team for resolving issues promptly and effectively. Being able to easily get

assistance when needed enhanced participants' satisfaction. This indicates Somnet has

succeeded in prioritizing customer service, another key satisfaction determinant according

to customer feedback.

Some minority feedback also provided opportunities for improvement. A few participants

desired more detailed self-service resources on Somnet's website to independently

troubleshoot issues. They also requested additional communication channels for support

like live chat. A handful wanted assistance more personalized to their unique needs.

While the majority would highly recommend Somnet, minority participants expressed

somewhat lower advocacy. Further enhancing their experience could elevate this group into

stronger promoters over time. Overall customer loyalty and retention will benefit

accordingly.

5.1.2 Analysis of Strengths and Weaknesses
The Interview highlighted Somnet's core strengths in delivering quality network service and

responsive customer care. By exceeding expectations in these fundamental areas, the

company satisfies and retains the business of most users. This directly contributes to

financial objectives like revenue retention and reduced churn.

However, the minority feedback also pinpointed specific weaknesses to address. Website

self-service functionality lacks thoroughness according to some. Support options lack
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accessibility due personalized assistance feels impersonal to a few. Not fully resolving these

concerns prevents complete satisfaction and risks losing minority customers.

Such weaknesses prevent Somnet from optimizing customer experience on an individual

level. Treating all users, the same denies heterogeneity in needs and preferences. Not

customizing engagement weakens emotional bonds crucial to advocacy.

5.2 Recommendations for Improvement
Based on the Interview findings and analysis, we recommend Somnet implements the

following strategic initiatives to further enhance customer satisfaction:

1. Expand Self-Service Resources

🗹 Enhance website with in-depth troubleshooting guides, interactive tutorials and

virtual assistants

🗹 Leverage knowledge base for common issues resolution without agent involvement

🗹 Track usage to refine content meeting unaddressed needs

2. Diversify Support Channels

⌦ Launch support via chat, text, community forums and social networks

⌦ Conduct A/B testing to identify most effective new channels

⌦ Integrate feedback collection to optimize over time

3. Implement Personalized Assistance

⌦ Segment customers behaviorally and collect lifestyle profiles

⌦ Develop personalized communications based on insights

⌦ Proactively reach out to at-risk customers for retention

4. Strengthen Advocacy Program

⌦ Recognize advocates with exclusive perks and rewards

⌦ Incentivize positive reviews and case study testimonials

⌦ Integrate advocacy metrics into agent performance reviews

5.2.1 Benefits of Implementing Recommendations
Adopting the proposed recommendations would yield significant customer experience and

business benefits for Somnet:
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✔ Improved Satisfaction - Expanding self-service, diversifying support options and

implementing personalization directly addresses minority pain points. This enhances

the experience for all user segments.

✔ Increased Loyalty - A more satisfying and effortless experience strengthensemotional

bonds and loyalty towards Somnet. Lower churn and higher retention results.

✔ Elevated Advocacy - Recognition programs motivate stronger word-of-mouth

promotion from advocates. New customer acquisition costs reduce accordingly.

✔ Optimized Operations - Personalization allows proactive resolution of emerging

issues. Insights improve resource allocation and process efficiencies over time.

✔ Financial Returns - Satisfied, loyal customers upgrade services more frequently and

spend more over the long run. Increased lifetime value supports higher profitability

and shareholder value creation.

5.2.2 Implementation Approach
To effectively implement the proposed recommendations, we suggest the following phased

approach:

✔ Phase 1 (6 Months) - Focus on quick wins by launching a new support channel, dedicated

self-service hub and initial advocacy program.

✔ Phase 2 (12 Months) - Expand self-service content and personalization capabilities.

Refine initiatives based on measurement and feedback.

✔ Phase 3 (18 Months) - Fully integrate personalization across lifecycle touchpoints. Scale

advocacy program. Continue optimization.

✔ Phase 4 (Ongoing) - Maintain strong program governance, train employees and optimize

processes continuously based on changing needs.

This staged rollout allows Somnet to capitalize on early successes, progressively enhace

initiatives and sustain long-term impact through continuous assessment and refinement.

Dedicating resources to track metrics ensures accountabilssity.

5.3 Conclusion
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The customer satisfaction interview provided invaluable customer perspectives on Somnet's

strengths and weaknesses. While the company excels in core service delivery, minor

weaknesses prevent complete satisfaction.

The recommendations outlined present strategic opportunities to elevate the experience for

all users’ segments, regardless of current satisfaction levels. Prioritizing individualization,

simplifying support processes and motivating advocacy can deepen bonds with customers

over time.

Implementing a phased, measurable approach focused on the areas of minority concern

eliminates satisfaction gaps. This optimization supports Somnet's objectives through

increased customer retention, reduced costs and enhanced financial returns driven by

ssatisfied, loyal end users. Overall, addressing insights gathered cultivates customers for life.
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